
AGAPI CARE Inc.
POLICY & PROCEDURE – SECTION 4_CLIENTS & SERVICES        Policy Reference No. 4.7
COMPLIMENTS & COMPLAINTS MANAGEMENT 
AGAPI Care is committed to providing services of the highest quality and of a satisfactory standard. Client feedback is important to us.  Client feedback is an integral part of our quality programs and audits.  

AGAPI Care will encourage clients to help the organisation identify improvement opportunities to provide clients with a better service.
Compliments & complaints provide valuable feedback on the level of client satisfaction with services and can lead to better services for people with disabilities. 
PURPOSE
To ensure that the people we support and who use our services, their families, carers, friends and other stakeholders know how to make a complaint and understand that they will not be adversely affected as a result of a complaint being made by them or on their behalf. 

To encourage people to speak up about what’s working and not working with our services and supports to ensure that we deliver high quality, responsive, person centred disability services and supports and that endeavours are made to continually improve those services to enhance outcomes for people with a disability, their family and carers, improve systems and policies and procedures as well as inform our decision making about future service delivery. 

POLICY 
AGAPI Care is committed to providing services of the highest quality and of a satisfactory standard. 
Client  feedback is important to us.  Client feedback is an integral part of our quality programs and audits.  

AGAPI Care will encourage clients to help the organisation identify improvement opportunities to provide clients with a better service.

Feedback, Compliments and Complaints 

Clients/consumers have the right to make a complaint if they are unhappy with the service that is being provided without disadvantage, victimisation or retribution.  A complaint may be about a service, a person or something else.  
All complaints will be managed sensitively, fairly, confidentially and promptly and be recorded for analysis and reporting. Wherever practicable, complaints will be resolved within 7 to 10 working days.
Clients may use advocates to assist and support them to make a complaint.  AGAPI Care will help you get an advocate if you require one. 
This policy promotes an organisational wide approach for responding to, managing, processing, recording and resolving complaints to evaluate and improve our services, systems and process, to inform decision making about future service delivery and to improve client outcomes. 
Complaints analysis is part of AGAPI Care’s continuous quality cycle of review and improvement.  By reviewing the content of complaints and how they are resolved AGAPI Care Inc. will identify improvements to service delivery and planning at all levels.  
As a registered and funded service provider with the Department of Human Services AGAPI Care Inc. reports annually to the Disability Services Commissioner in accordance with sections 105 and 106B of the Disability Act 2006.
Exclusions: This policy covers complaints made to AGAPI Care Inc. about our disability services.  It does not cover staff grievances related to their employment.  AGAPI Care has a separate procedure for staff complaints and grievances. 
What is a compliment 

Compliments are expressions of praise, encouragement or gratitude about services provided or managed by AGAPI Care Inc.  They provide valuable feedback about the level of satisfaction with service delivery.

Compliments provide:

· valuable indicators of the effectiveness of a service

· useful insights about the aspects of service most meaningful to clients

· examples of good practice which can be shared companywide 
· an opportunity to recognise the efforts of staff

· acknowledgement of excellence to boost morale.

Where possible staff should acknowledge compliments and thank clients for their interest and feedback. Where possible, clients should be informed how the feedback will be used and assured that it will be passed on to the relevant staff members.
Compliments will be recorded on the Feedback Register.  
What is a complaint?

A complaint is telling someone that you are not happy or have a problem. A complaint can be about many things including:

· a decision you are not happy about

· not being treated fairly

· the service or support you receive

· not keeping information about you private.
Complaint management principles and objectives 

The Australian Standard for Complaint Handling, ISO 10002–2006, provides organisations with an authoritative complaint handling framework.  The Australian Standard outlines 9 guiding principles for managing complaints and disputes: visibility, accessibility, responsiveness, objectivity, charges, confidentiality, customer-focused approach, accountability and continual improvement.

This Policy incorporates these standard’s principles and the Disability Act 2006 provisions into a series of statements of principles adopted by AGAPI Care Inc. below.  
Principle 1:
People who use the service know how to make a complaint. Information is easy to understand and offers different ways to make a complaint. People can get support to make a complaint if they need it. There is no charge for making a complaint.
Principle 2: 
People with disability, their families, carers and/or advocates have the right to raise any complaints or concerns regarding any matter related to services provided by AGAPI Care Inc. and staff; and to have their concerns investigated and resolved fairly and quickly and to be kept informed of the progress of their complaint.
Principle 3:
People with disability, their families, carers and/or advocates raising a complaint should be able to express their concerns and feel reassured that there will be no retribution.
Principle 4:
People with disability, their families, carers and/or advocates wishing to raise a complaint can do so at any level in the organisation. However it is generally preferable to resolve complaints at the level at which they occur, if possible. AGAPI Care will account for and report on the actions and decisions taken with respect to complaints handling.
Principle 5: 
People with disability, their families, carers and/or advocates have the right to be informed about the internal and external avenues open to them to raise their concerns, and how their complaint will be handled by AGAPI Care Inc. . People are informed of the decision in relation to their complaint.
Principle 6: 
The complaints process will be consumer /client oriented, culturally secure, accessible, timely, efficient, and confidential. The process will ensure that people are treated respectfully, courteously and sensitively. This includes treating information confidentially.  
Principle 7:
The principles of natural justice must be followed for all parties involved in a complaint.
Principle 8:
People have the right to have a friend or advocate support them in raising their concerns.
Principle 9:
Complaint handling should, whenever possible, focus upon improving services for people with disability. Thus the complaints resolution process is part of a quality culture which sees complaints as an opportunity to improve and to move towards more person centred services. Complaints are monitored and reviewed by management  who can take operational and policy decisions on improving the service and training and support of staff will be provided to assist in creating and maintaining a culture of continuous improvement. 
PROCEDURE
Information – It’s ok to make a complaint
1. AGAPI Care Inc. will provide information about how to make a complaint to all people who access our services. 
2. The information provided will be explained, where possible, in a format that the person is most likely to understand.  
3. Staff will provide assistance and support to people who access our services through the complaints management process. 
4. Staff will ensure that people making a complaint are not disadvantaged or adversely affected. 
5. Management will promote a culture that encourages feedback from people who use our services, and will support clients, their carers and other stakeholders to raise concerns and to make a complaint. 
How to Make a Complaint or enquiry
6. The person making the complaint or their representative should speak directly to staff involved, or the Area Supervisor.  The best way of dealing with complaints is at the place the complaint arose and as soon as possible after the event.
7. Complaints can be made by any of the following means: 


Writing

Manager Client Services & Partnerships 
12 Showers Street Preston VIC 3072


Phone:

(03) 9416 9768 

Email:

quality@agapicare.org.au 

Fax:  

(03) 9480 0789


In person:
12 Showers Street Preston 




Preston Respite – 14 Showers Street Preston




Oakleigh Respite – 13 Burlington Street Oakleigh




ELPIDA LTSA - 10 Showers Street Preston

Complaint Form: Completing a Compliant form.  A form can be downloaded from our website www.agapicare.org.au or requested by phoning (03) 9416 9768.  (See Attachment 2)
Or by any other communication that the person making the complaint uses.

8. The Manager Client Services & Partnershipswill record complaints in the complaints database using the Disability Services Commissioner online ACR (Annual Complaints Recording) Tool. 
Steps to Making a Complaint, Conciliation and Investigation
9. Raise the matter or discuss any issues or concerns with the staff as soon as possible. This may include the Area Supervisor.  Where possible and appropriate, complaints should be addressed where the complaint arose and should be resolved informally. 

10. Staff will do what they can to try to resolve the concerns. In most cases staff can deal with the concerns of clients or their representatives promptly and successfully within the existing service relationship, or through discussion with relevant staff. The staff member should provide assistance and reassurance to the person making the complaint or raising concerns.  

11. If a complaint cannot be resolved at this stage and a more formal process is required the staff member will advise the person making the complaint or their representative of their right to raise a formal complaint and will refer them immediately to the Client Services Manager. 
12. The Manager Client Services & Partnershipswill support the person making a complaint to understand the complaints process, to document a complaint from their perspective, arrange an interpreter if required/requested and find an advocate (or other support) of their choice.

13. The Manager Client Services & Partnershipswill complete the Corrective Action Report (CAR) form (Refer to Attachment 1) and in doing so, will confer with the complainant to ensure that the nature and detail of the complaint are recorded adequately and the action required or taken to resolve the matter. This will include:
· what happened and who was involved

· when the event happened including the date and time

· the names of any witnesses

· any relevant documents or photographs

· A statement describing the impact of the issue.
· What the person expects in resolving the complaint. 
14. The Manager Client Services & Partnershipswill offer assistance and support if people want advice or support to make a complaint and/or provide contact details for external advocacy agencies and the Office of the Disability Services Commissioner.  

15. The Manager Client Services & Partnershipswill take responsibility to endeavour to resolve complaints wherever possible at first contact, via informal and formal discussions, providing advice, conciliation processes, or under certain circumstance escalate the matter to the Executive Director for internal review and investigation.  Both the complainant and the staff concerned will be informed of progress and of any proposed resolution at each stage of the process. 

16. When the matter is resolved, the resolution must be recorded, the outcome must be communicated to the complainant and the complaint signed off by the Manager Client Services & Partnershipsand/or line manager and the complainant. The completed form will then be forwarded to the EXECUTIVE DIRECTOR.
17. If the complaint cannot be resolved or is not resolved to the complainant’s satisfaction or the situation requires further investigation people should refer the matter in writing to the Executive Director.  

18. At any stage, the matter may be referred to the EXECUTIVE DIRECTOR for advice or investigation. If the complaint involves an alleged serious breach of duty of care or alleged criminal activity, the staff must refer the matter immediately to the EXECUTIVE DIRECTOR.
19. The Executive Director is responsible for the management of serious complaints; internal review of complaints when requested and responsible for quality, consistency and effectiveness of complaints.  

What happens if the complaint is not resolved by AGAPI Care Inc.?

20. If the person is not happy with the way AGAPI Care Inc. has handled the matter or outcome then a complaint can be made to: 
Department of Human Services

Phone 1300 884 706

For further information

The Complaints, Integrity and Privacy Unit provides a complaints line for departmental staff and members of the public to register their complaint or compliment.

Complaints line: 1300 884 706 

Email: complaints.reception@dhs.vic.gov.au
Complaints, Integrity and Privacy Unit

GPO Box 4057

Melbourne VIC 3001

Disability Services Commissioner
Address: 
Level 30, 570 Bourke Street Melbourne 3000

Phone:

1800 677 342 
TTY: 
1300 726 563
for people who are deaf or have a hearing, speech or communication impairment
Email 

complaints@odsc.vic.gov.au
Website
 
www.odsc.vic.gov.au 
The Disability Act provides for an independent process for dealing with complaints by establishing a Disability Services Commissioner. The role of the Disability Services Commissioner is to investigate and conciliate complaints relating to disability services.
21. People may take their complaints to external agencies including the Disability Services Commissioner at any time.  Staff will provide contact details for such agencies as required and will inform people making a complaint of their right to do so.  
Dealing with your Complaint
22. The flow chart below illustrates the process of dealing with a complaint. 
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AGAPI Care encourages people where appropriate to resolve any issues, concerns and complaints internally prior to referring the issue to the Disability Service Commissioner. 
Responding to a Complaint

23. Initial acknowledgement of a written complaint should be made within two working days.  

24. Acknowledgement of a verbal complaint should be made immediately including an explanation of the process for managing and responding to a complaint.

25. When handling complaints staff will: 

· listen

· give you information and advice

· help you get answers to your questions

· try to fix your problem

· maintain confidentiality 
· deal with your problem as quickly as possible
· ask you what would rectify the complaint and what would be a good outcome look like 

· keep you up-to-date on how your problem is being dealt with 

· let you know of other people you can contact who can help you with your problem.
26. All complaint contact and actions should be documented (see Attachment 1: Corrective Action Report) , including the initial contact with the complainant acknowledging their complaint. 
27. Wherever practicable, complaints will be resolved within 7 working days, however, this may vary according to the complexity of the complaint. If the resolution is delayed regular updates will be provided to the complainant at least every 7 working days.  
28. In responding to a complaint AGAPI Care will work towards a positive outcome for the person making a complaint and may include the Four A’s of effective complaint resolution:
· Acknowledgement – Hearing your views, recognising your concerns and how the situation has affected you

· Answers -  Assisting you to receive an explanation of what happened or information that may be needed to address your concerns

· Action -  Making every effort to see if something can be done to address your concerns and to improve services

· Apology - Recognising that in some instances a genuine apology may be part or all of what is being sought. 
 
Records
29. Confidentiality will be maintained in relation to all aspects of the complaint, within reasonable bounds required to conduct an investigation and facilitate a resolution of the complaint. 
30. Information about the complaint should be made known to staff members on a ‘need to know’ basis only.
31. Complaint records will be stored by the Manager Client Services & Partnershipson confidential complaint files with restricted access, and will not be retained on any other client files.
32. Complaints information will be entered into the complaints database using the Disability Services Commissioner, online Annual Complaints Recording Tool.   
Reviewing complaints 

33. Management will review and analyse the complaint data and identify areas for performance improvement including improvements to the complaints process.
Supporting Documentation

Internal 
Complaints Form 
Complaints Form Read
External 
Disabilities Services Commissioner “It’s OK to Complain” Brochure

Department of Human Services Making a suggestion or complaint about your disability service provider

Department of Human Services Making a suggestion or complaint about your disability service provider – Easy Read version

� Disability Services Commissioner, Everything you wanted to know about complaints, June 2013
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